Agency 5-Year Plan
Issue 1

Identifying and resolving pending complaints on a more timely basis. Complete the investigation so they can be resolved more timely
by the Board.
Description: The Board is continuing to receive a large number of complaints and will need to work to investigate those new complaints as well as
existing complaints in a timely manner.
Solutions:
The Board has approved a policy and procedure to streamline the complaints process. The process focuses on internal operations that can be elevated
to reduce investigations time. Additionally, staff is restructuring the administrative duties to allow for the Investigator and Medical Consultant to focus
on case investigation rather than the administrative items.

Issue 2

Complaints are taking more than 180 days to resolve and the Auditor General has set a guideline of 180 days or less to resolve
complaints. We need to complete our complaint process within 180 days.
Description: Our goal is to reduce the average number of days to investigate and resolve a complaint to an average of 180 days or less. We
recognize that some complaints, due to the difficulty of the case, require further investigation, evaluation or chart review after the Board
reviews the matter initially. We are trying to identify these cases before they go to the Board in anticipation of their request. Other
factors such as continuances at the request of the licensee can also extend the timeframes for resolving these cases. With the
consolidation of many medical offices, plans and hospitals, we are finding it is more difficult to get timely responses to requests for
records and subpoenas. This outside delay is affecting our internal process and slowing down our resolution timeframes.
On average, we should meet the timeframes. Cases that go for an Investigative Hearing or that are sent to the Office of Administrative
Hearings can take a longer period of time to resolve as these cases may result in a revocation or a suspension of greater than 12 months
of a license. However, we will continue to strive to timely resolve such cases as quickly as possible. We are offering more Consent
Agreements for surrender versus taking the matters to hearing.
Again, this is a critical item to our Board as it affects the public and our licensees. When we identify a serious case involving possible
immediate danger to the public, the Board addresses these matters on an immediate basis and with possible summary suspensions.
Solutions:
We continue to reduce the outstanding number of complaints and we are receiving a large number of new complaints.
We continue to evaluate our processes to determine if there are methods or processes available to us to increase our complaint resolution rate. The
Board has established an new policy and procedure for staff to implement. The goal of this policy will be to reduce case load and investigation time
drastically.

Issue 3

Our agency efficiently processes applications while continuing to meet with statute, rule and timeframe requirements. We will evaluate
and determine if online applications would be effective and cost efficient for our agency in response to a customer service driven model.
Description: The Board strives to make improvements in an processes and policies. Staff has restructured the licensing division and now has two
dedicated staff members to process licensing applications.
Solutions:
The Board plans to implament a new updated database which will allow for the Board's Intial Application to be completed online. This will reduce
delays in that Application time-frame and allow for additional services to be completed online.
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